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SHINE  Program  Mission  Statement 


Mission  Statement  for  the  National  Association  of 
Health  Insurance  Information,  Counseling  and 

Assistance  Programs 

We  ensure  that  health  care  consumers  have  a  competent, 

committed  and  compassionate  consumer-focused  network 

of  staff  and  volunteers  who  provide  accurate  and 

objective  information  through  innovative  community 

programs  at  the  state  and  local  level. 

We  promote  fairness  and  quality,  and  empower 

consumers  by  facilitating  solutions  to  individual  and 

systemic  health  benefits  problems. 
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Introduction 

The  Commonwealth  of  Massachusetts  developed  the  health  insurance  counseling 
program  named  Serving  the  Health  Information  Needs  of  Elders  (SHINE)  Program  in 
1985  to  help  elders  make  informed  decisions  about  their  health  care  coverage  and  gain 
access  to  the  medical  care  they  need.  In  1990,  the  U.S.  Congress  created  a  national 
Health  Information,  Counseling  and  Assistance  (ICA)  Program  as  part  of  a  larger 
Omnibus  Budget  Reconciliation  Act  of  1990,  Public  Law  101-508.  Following  the  receipt 
of  federal  funds  in  all  50  states,  the  District  of  Columbia,  the  Virgin  Islands  and  Puerto 
Rico,  the  programs  of  the  original  7  states  were  replicated  by  all  the  new  state  programs. 
Of  the  53  ICA  Programs,  two-thirds  are  operated  by  State  Units  on  Aging  and  the 
remaining  one-third  operates  under  the  auspices  of  the  State  Insurance  Commission.  Paid 
staff  oversees  and  monitors  the  program  at  the  state  level. 

The  goals  of  the  SHINE  Program,  and  all  ICA  programs  across  the  country,  are  to: 

•  Educate  older  Americans  about  their  health  insurance  coverage  and  benefits, 
consumer  rights  and  consumer  safeguards. 

•  Provide  hands-on  advice  and  service  to  consumers  in  understanding  their  health 
insurance  coverage  or  eligibility  for  programs. 

•  Protect  consumers  from  fraud,  misdirected  collection  agencies,  and  unlawful  or 
overzealous  providers. 

•  Empower  consumers  to  make  informed  decisions  concerning  health  insurance 
options,  exercising  appeal  and  grievance  rights,  and  recommending  system  reforms. 

Achievements 

•  The  work  of  the  SHINE  Counselors  resulted  in  savings  of  $6,613,074  to 
Massachusetts  Medicare  beneficiaries  and  senior  citizens  during  1998. 

•  Trained  and  certified  75  new  health  insurance  volunteer  counselors. 

•  For  the  first  time,  compiled  and  formally  published  a  procedure  manual  for  SHINE 
coordinating  staff  at  the  regional  level. 

•  Introduced  a  Trainer's  Authorization  Process  to  select  and  approve  regional  staff  who 
can  assist  in  the  program's  extensive  training  projects.  As  a  result,  six  new  SHINE 
trainers  in  addition  to  the  state's  3  staff  persons  are  prepared  and  authorized  to 
participate  in  the  SHINE  Program's  formal  training  sessions  and  events  across  the 
state. 

•  Conducted  400  large  and  small  group  health  insurance  educational  sessions 
throughout  the  state. 

•  Revised  and  updated  ICA  training  curriculum  and  materials 

•  Launched  Administration  on  Aging  grant  for  the  Curbing  Abuse  in  Medicare  (CAM) 
Project  within  the  SHINE  Program. 
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Need  For  A  Health  Insurance  Counseline  Program 

Many  elders  have  difficulty  understanding  the  complex  and  constantly  changing  health 
care  system.  As  a  result,  older  Americans  often  have  questions  about  health  insurance, 
but,  all  too  frequently,  have  limited  resources  to  obtain  objective  information  and 
assistance. 

Many  elders  are  in  need  of  help  and  advice  in  deciding  what  kinds  of  benefits 
would  suit  their  needs,  the  amount  of  health  insurance  coverage  they  should  have,  and 
how  to  take  full  advantage  of  the  coverage  they  already  have.  With  many  insurance 
companies  specializing  in  selling  Medicare  supplements,  long-term  care  insurance,  and 
other  products  to  a  rapidly  growing  segment  of  the  older  adult  population,  and  with  the 
ever  changing  Medicare  system,  many  elders  are  confused  and  vulnerable. 

Untold  dollars  are  being  wasted  by  consumers  as  a  result  of  complex,  confusing,  or 
inaccurate  information  about  health  insurance  coverage,  claims  processing  and 
beneficiary  rights.  Although  the  financial  benefit  to  customers  is  significant,  the  non- 
financial  benefits  of  access  to  information,  such  as  peace  of  mind  and  closure,  are  of 
equal  importance. 

This  Annual  Report  represents  the  exceptional  work  of  the  370  SHINE  volunteer 
counselors  for  the  Fiscal  Year  1998  (July  1,  1997  -  June  30,  1998).  As  this  report  details, 
SHINE  volunteer  counselors  assisted  44,899  Massachusetts  citizens  regarding  Medicare, 
Medigap,  HMO's,  Appeals,  and  Public  Benefits.  These  services  resulted  in  savings  to  the 
individual  clients  of  $6,613,074  dollars.  In  the  coming  years  the  SHINE  Program  will 
continue  to  be  committed  to  providing  information  and  assistance  to  Medicare 
beneficiaries  regarding  their  options  and  rights  in  the  ever-changing  health  insurance 
arena. 
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PROGRAM  DESCRIPTION 

The  SHINE  Program  is  a  network  of  elder  volunteer  health  benefit  counselors  who 
have  been  trained  and  certified  by  the  Executive  Office  of  Elder  Affairs  to  provide 
information,  counseling  and  assistance  regarding  health  insurance  and  benefits  to  elders 
and  their  family  members.    The  counselors  meet  face  to  face  with  customers  in  senior 
centers,  Councils  on  Aging  (COA's) ,  Area  Agencies  on  Aging  (AAA's) ,  Aging  Service 
Access  Points  (ASAP's),  community  hospitals  and  many  other  community-based  sites. 
Regional  lead  agencies  also  provide  assistance  to  general  inquiries  via  the  telephone. 
However,  if  an  issue  is  too  complicated  for  the  telephone,  a  personal  interview  is 
scheduled  with  a  local  counselor.  Services  are  also  offered  in  the  home  for  those 
individuals  who  are  homebound. 

Services 

The  Massachusetts  Executive  Office  of  Elder  Affairs  administers  the  SHINE  Program 
with  funds  from  the  Councils  on  Aging  Formula  Grant  and  a  grant  from  the  Health  Care 
Financing  Administration  (HCFA)  under  the  Health  Insurance  Counseling  and  Assistance 
Grant  Program  renamed  in  FY98  as  Senior  Health  Insurance  Assistance  Programs 
(SHIPs).    At  the  regional  level,  17  lead  agencies,  both  COA's  and  AAA's,  work  in 
partnership  with  over  400  Member  Agencies,  including  Councils  on  Aging,  hospitals, 
libraries,  health  clinics,  ASAP's,  churches  and  multi-service  centers.  The  combined 
grant  amounts  for  FY  98  totaled  $378,000. 


The  three  primary  services  provided  by  the  SHINE  Program  are: 

•  one  on  one  counseling  and  informal  advocacy 

•  community  education  about  health  insurance  options 

•  referrals 

These  services  are  made  available  to  all  Medicare  beneficiaries. 

The  Executive  Office  of  Elder  Affairs  oversees  the  SHINE  Program  and  provides 
ongoing  support,  technical  assistance,  supervision  and  training  to  all  SHINE  staff  and 
volunteers. 

Special  Initiatives 

The  Executive  Office  of  Elder  Affairs  received  a  $50,000  grant  for  each  of  the  next 
three  years  from  the  Administration  on  Aging  (AoA)  to  prevent  and  combat  Medicare  and 
Medicaid  fraud,  waste  and  abuse. 

The  General  Accounting  Office  (GAO)  estimates  that  Medicare  loses  billions  of 
dollars  to  fraud  and  abuse  each  year  and  awarded  grants  to  13  states  to  develop  anti-fraud 
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programs.  The  Executive  Office  of  Elder  Affairs  established  the  Curbing  Abuse  in 
Medicare  Project  (CAM)  within  the  SHINE  Program. 

The  CAM  Project  provides  leadership  in  organizing  and  developing  activities  to 
educate  and  assist  professionals  and  volunteers  of  the  state's  aging  network  to  recognize 
potential  health  care  fraud  and  abuse  and  to  know  how  to  bring  suspected  incidences  to 
the  attention  of  enforcement  authorities. 

CAM  developed  an  integrated  fraud  and  abuse  training  into  all  SHINE  Program 
activities  and  is  conducting  outreach  and  public  awareness  initiatives  to  the  elder 
community  and  the  general  public.  The  program  includes  the  development  of  resource 
materials  and  participation  in  a  national  assessment  of  results.    CAM  activities  include 
partnering  and  coordination  with  federal  and  state  agencies,  Medicare  contractors  and 
other  organizations  involved  in  health  care  fraud  and  abuse. 

Volunteers  and  Training 

Executive  Office  of  Elder  Affairs  SHINE  staff  train  counselors  through  a  7-day 
certification  training.  Thereafter,  Regional  Coordinators  provide  ongoing  supervision 
and  assistance  on  cases,  and  meet  to  give  monthly  updates  and  training  exercises  to 
counselors.  Counselors  report  to  the  regional  coordinator  who  is  responsible  for 
supervising  and  monitoring  their  work. 

Topics  covered  in  the  initial  training  are  Medicare,  claims  processing  and  appeals, 
Medigap,  Managed  Care,  public  benefits,  long  term  care  insurance  and  counseling  skills. 
At  the  completion  of  training,  volunteers  must  complete  a  20  page  written  exam. 
Individuals  who  successfully  pass  the  exam  are  certified  as  SHINE  Volunteer  Counselors. 

During  FY  1998,  Elder  Affairs  SHINE  staff  conducted  8  regional  training  sessions 
throughout  the  state.    75  volunteers  were  certified  to  be  new  SHINE  Counselors  in  FY 
1998,  raising  the  total  number  of  certified  counselors  to  370  statewide.  Certification 
training  for  new  counselors  is  scheduled  annually  for  the  regional  programs  according  to 
need. 

Organizational  Structure  for  SHINE  Program 

Massachusetts  administers  the  program  regionally  through  partnerships  with  17 
regional  lead  agencies. 

Executive  Office  of  Elder  Affairs 

•  Staffs  SHINE  with  2.5  FTEs:  Director,  Mgr.  Field  Operations,  and  CAM 
Project  Mgr. 

•  Administers  grants  to  Regional  Lead  SHINE  Agencies. 

•  Provides  training  and  technical  assistance. 
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•  Conducts  outreach. 

•  Maintains  supportive  network  with  state  and  federal  agencies,  health  care 
provider  associations,  health  care  organizations,  insurance  company 
representatives,  and  Medicare  contractors. 

•  Implements  operational  guidelines  and  procedures. 

•  Supervises  operation  of  17  Regional  Programs. 

•  Evaluates  program  performance. 

17  Lead  Agencies 

•  Provide  coordination,  maintenance,  and  supervision  of  program  operations  at 
the  regional  level. 

•  Arrange  for  ongoing  training  for  counselors. 

•  Provide  supervision,  support,  and  technical  assistance  to  counselors. 

•  Develop  with  member  agencies  a  Regional  SHINE  Work  Plan  and  provide 
updates  to  member  agencies  on  yearly  progress. 

Regional  Lead  Agencies  of  SHINE  Program: 

1.  Elder  Services  of  Berkshire  County  w/Dalton  Council  on  Aging 

2.  Franklin  County  Home  Care  w/Dalton  Council  on  Aging 

3.  Springfield  Council  on  Aging 

4.  Central  Mass  Agency  on  Aging 

5.  BayPath  Community  &  Home  Services 

6.  HESSCO  (AAA) 

7.  Dan  vers  Council  on  Aging 

8.  Minuteman  Home  Care 

9.  Merrimack  Valley  Elder  Services 

10.  Mystic  Valley  Elder  Services 

11.  Needham  Council  on  Aging 

12.  Quincy  Council  on  Aging 

13.  Boston  Commission  on  Affairs  of  the  Elderly 

14.  Chatham  Council  on  Aging 

15.  Middleboro  Council  on  Aging 

16.  Attleboro  Council  on  Aging 

17.  Coastline  Elderly  Services 

400+  Member  Agencies 

•  Provide  space,  equipment  and  supplies  to  support  counselors  functioning 
within  their  agencies. 

•  Assist  with  recruitment  of  volunteers. 

•  Provide  suitable  space  to  assure  privacy  when  counselor  is  serving  clients. 

•  Make  provisions  for  scheduling  of  appointments  with  counselors  at  local 
office  sites. 
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•  Host  informational  forums  related  to  health  care  options  and  health  insurance. 

•  Continuously  publicize  the  availability  of  the  health  insurance  counseling  and 
assistance  services  of  their  regional  SHINE  Program. 

17  Regional  Coordinators 

•  Recruit  volunteers. 

•  Provide  technical  assistance  to  counselors. 

•  Supervise  counselors. 

•  Collect  and  report  on  counseling  and  program  activities. 

•  Develop  and  implement  annual  work  plan  for  outreach,  recruitment, 
supervision,  quality  assurance  and  training  goals. 

•  Coordinate  local  program  publicity. 

•  Provide  ongoing  training  to  counselors. 

370  Volunteer  SHINE  Counselors 

•  Successfully  complete  certification  training. 

•  Commitment  to  assisting  Medicare  beneficiaries. 

•  Provide  competent  and  compassionate  service  by  providing  accurate  and 
unbiased  information,  counseling  and  assistance  to  elders,  Medicare 
beneficiaries  and  their  caregivers. 


For  a  list  of  the  Regional  Lead  Agencies  and  Coordinators,  with  a  town  by  town  index, 
please  see  the  Appendix. 
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Performance  Outcomes 

Volunteers:  Training  and  Counseling  Hours 

Presently,  there  are  370  certified  SHINE  Volunteer  Counselors  throughout  the  state. 
These  volunteers  provide  one  on  one  counseling  and  assistance  service  to  Medicare 
beneficiaries,  regardless  of  age,  and  caregivers.  SHINE  Counselors  commit  at  least  4 
hours  per  week  in  counseling  and  attend  mandatory  monthly  training  sessions  to  keep  up 
to  date  on  health  insurance  options  and  counseling  guidelines. 

During  FY  1998,  SHINE  Counselors  contributed  an  estimated  46,019  hours  toward 
assisting  elders  and  Medicare  beneficiaries  in  Massachusetts.  Of  the  total  hours 
contributed,  approximately  36,502  hours  were  spent  in  direct  counseling  and  9,517  hours 
were  spent  in  training  and  completing  reporting  requirements.  (See  Chart  #1) 

Chart  #7  Counseling  Hours  FY  1998 
Training  Hours  -  9517 
Counseling  Hours  —  36,502 
Total  Hours  =  46,019 
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Customers  Served  By  Program 

SHINE  staff  ask  each  customer  (client)  if  they  are  a  "New  or  "Repeat"  customer.  "New" 
customers  are  any  individuals  who  have  not  yet  received  SHINE  information,  counseling 
or  assistance  services  during  the  current  Fiscal  Year  (July  1  -  June  30).    "Repeat" 
customers  are  those  who  have  received  services  previously  during  the  same  Fiscal  Year 
and  have  returned  for  assistance  on  a  new  problem.  During  FY  1998,  44,899  customers 
received  individualized  counseling  and  assistance  from  a  SHINE  counselor;  36,539  were 
new  customers  and  8,360  were  repeat  customers. 

Chart  #2  Customers  Served  During  SFY 1997-98 

Total  Customers  =  44,899 
New  Customers  =  36,539 
Repeat  Customers  =  8,360 


CUSTOMERS  SERVED 


19% 


a  New  Customers 
B  Repeat  Customers 


81% 


Hours  spent  with  customers  vary  greatly  depending  on  the  case.  Some  contacts  take  as 
little  as  V2  hour  while  others  involve  several  hours.  The  average  time  spent  with  a 
customer  is  1  hour. 
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Counseling  Needs  /  Health  Insurance  Information  and  Assistance 
Provided 

"Counseling  Needs"  is  defined  as  the  problem  areas  which  consumers  needed  help 
with  from  a  SHINE  Counselor.  The  chart  below  shows  a  graphic  of  the  major  categories 
of  need;  these  counseling  areas  are  defined  on  page  12.  SHINE  counselors  help  elders 
with  a  wide  range  of  health  insurance  issues,  including  but  not  limited  to  helping  elders  to 
understand  what  Medicare  covers,  how  retiree  plans  and  Medigap  or  Medicare  HMO 
plans  work  with  Medicare,  how  to  decide  which  Medigap,  Medicare  HMO,  or  long  term 
care  policy  they  should  buy,  or  how  to  apply  for  public  benefits.  Or,  once  elders  are 
insured,  SHINE  Counselors  may  teach  or  assist  individuals  on  filing  claims  for 
reimbursement,  coordinating  applying  for  free  care  or  prescription  benefits,  learning  how 
to  navigate  the  pre-authorization  system  of  managed  care  organizations,  or  exercising 
their  Medicare  appeal  rights  in  the  managed  care  and  fee-for-service  systems  of  health 
care. 


Chart  #j  Customer  Counseling  Needs  (  Number  of  Cases  per  Health  Insurance  Topic) 
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Counseling  Needs  Defined 

Medicare  Counseling-  8,400.    These  counseling  needs  include  individuals  who  need 
information  on  Medicare,  appeals  for  denials  of  coverage,  how  to  read  and  handle  an 
Explanation  of  Medicare  Benefits  (EOMB),  and  individuals  needing  assistance  with 
organizing  medical  bills  and  EOMB's,  learning  about  gaps  in  Medicare  coverage,  and 
how  to  raise  quality  of  care  concerns. 

Medicare  Supplement  Insurance  -  12,021 .    Counseling  needs  consist  of  comparisons  of 
Medicare  supplement  insurance,  assistance  with  Medicare  supplement  billing  claims, 
reduction  in  coverage  or  cancellation  of  a  Medicare  supplement  policies,  and  help 
appealing  payment  denials. 

Managed  Care  -  7,281.    Counseling  needs  center  around  how  the  managed  care  system 
works.  The  majority  of  calls  were  from  individuals  who  wanted  more  information  on 
Medicare  managed  care  plans.  Other  issues  include  appealing  denials  for  payment  and 
disenrolling  from  a  managed  care  plan. 

Medicaid  -  3,181.    Counseling  needs  include  learning  eligibility  criteria  for  community 
Medicaid,  QMB,  and  SLMB  programs,  assisting  with  the  application  process,  and  with 
the  gathering  of  required  documentation.  Counselors  also  helped  customers  with  denials 
for  Medicaid. 

Free  Prescription  -  754.     This  category  is  the  Indigent  Patient  Program  .  Assistance 
involved  helping  individuals  evaluate  options  for  securing  drug  coverage, 

SPP  -  9,766.    This  category  is  the  Senior  Pharmacy  Program.  Counselors  assisted  in 
qualifying  individuals  and  assisting  with  the  application  process. 

SSI  -  361.    SHINE  counselors  explain  income  and  asset  guidelines  for  Supplemental 
Security  Income,  start  the  process  for  some  individuals,  help  with  explaining  the 
document  verification  process,  and  assist  clients  working  with  local  Social  Security 
offices  in  their  community  for  completing  the  application  process. 

Miscellaneous  -  3135.    Miscellaneous  counseling  needs  include  providing  information  or 
assistance  with  applications  for  Food  Stamps,  Fuel  Assistance,  Hospital  Free  Care  and 
gaining  necessary  medical  care  from  other  free  and  discount  health  service  programs  (e.g. 
free  eye  screens,  free  mammography  screens,  etc.).  Also  includes  assistance  with  federal, 
state,  municipal  employees,  fraud  and  abuse,  marketing  abuse,  and  long  term  care 
insurance. 
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Financial  Savings  For  Customers 

During  FY  1998  the  SHINE  Program  saved  $6,613,074  on  behalf  of  customers  statewide. 
Chart  #4  below  shows  the  topics  and  savings  realized  through  public  benefits  application 
by  customers.  There  are  seven  major  categories  of  savings  to  customers.  These  are 
defined  on  page  14. 

Chart  #4  Dollars  Saved  Through  Counseling  About  Public  Benefits  =  $3,659,322. 
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Chart  #5  Savings  due  to  Insurance  Cancellation,  Insurance  Premium  Reduction, 
Medical  Claims/Appeals  =  $2,953,752 
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CATAGORIES  OF  SAVINGS  TO  CUSTOMERS 

1 .  The  first  category  Free  RX  represents  acquiring  medications  from  the  Indigent 
Patient  Program.  Assistance  includes  explaining  the  program's  income  and  asset 
guidelines  and  application  process,  and  providing  help  securing  the  applications  or 
physician  letters  and  completing  the  application  process.  Total  savings  to  customers 
was  $109,241. 

2.  The  second  category  is  Miscellaneous  which  includes  helping  with  Food  Stamp,  Fuel 
Assistance,  or  Hospital  Free  Care  applications,  and  taking  advantage  of  other  low  cost 
free  health  services.  Total  savings  to  customers  was  $566,867 

3.  The  third  category  SSI-Supplemental  Security  Income  represents  assisting  customers 
with  identifying  their  eligibility  for  SSI  and  connecting  customers  to  the  Social 
Security  Office  for  final  application  completion.  Total  savings  to  customers  was 

$576,445. 

4.  The  fourth  category,  Medicaid  represents  the  dollars  saved  by  qualifying  customers 
for  community  Medicaid,  QMB,  or  SLMB.  Assistance  includes  explaining  income 
and  asset  guidelines,  verification  documents  process,  and  assisting  with  the 
completion  of  the  application.  Total  savings  to  customers  was  $941,024. 

5.  The  fifth  category  is  SPP-  Senior  Pharmacy  Program  represents  free  medications  for 
Massachusetts'  residents  65  and  over.  Total  savings  to  customers  was  $1,465,745. 

6    The  sixth  category  is  Claims  Processing  and  Appeals.  This  category  covers 
assistance  given  to  customers  with  filling  out  claim  forms  for  medical  care  and 
prescription  medications.  It  also  covers  assistance  given  with  the  appeals  process. 
Total  savings  to  customers  was  $293,329. 

7.  The  seventh  category  is  Insurance  Cancellation.  This  category  captures  savings  for 
customers  who  canceled  monthly  insurance  premiums  which  were  too  expensive  or 
provides  duplicate  coverage  or  a  new  option  with  no  monthly  premium. 

Total  savings  to  customers  was  $626,381. 

8.  The  eighth  category  is  Insurance  Premium  Reduction.  This  category  represents 

customers  who  downgraded  their  current  Medigap  coverage  or  canceled  their 
Medigap  coverage  and  switched  to  a  Medicare  HMO  and  still  pay  monthly  premiums 
for  outpatient  drugs.  The  total  financial  savings  in  this  category  were  $2,034,042. 
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This  Annual  Report  represents  the  exceptional  work  of  the  370  SHINE  volunteer 
counselors  for  the  State  Fiscal  Year  1997-1998.  As  this  report  details,  SHINE  volunteer 
counselors  assisted  44,899  Massachusetts  citizens  regarding  Medicare,  Medigap,  HMO's, 
Appeals,  and  Public  Benefits.  These  services  resulted  in  savings  to  the  individual  clients 
of  $6,613,074  dollars.  In  the  coming  years  the  SHINE  Program  will  continue  to  be 
committed  to  providing  information  and  assistance  to  Medicare  beneficiaries  regarding 
their  options  and  rights  in  the  ever-changing  health  insurance  arena. 
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Outreach,  Public  Education  and  Special  Projects 

Newspaper  Articles,  Public  Presentations,  Community  Forums  and  Cable/Radio 
Public  Service  Announcements  and  Interviews 

Regional  SHINE  Coordinators  and  Volunteer  SHINE  Counselors  perform  a  wide  variety  of 
outreach  functions  at  the  local,  regional  and  state  levels.  SHINE  staff  develop  news  stories  for 
local  newspapers  and  Councils  on  Aging  newsletters,  make  formal  presentations  in  public 
forums,  and  appear  on  local  cable  access  shows  continuously  in  all  areas  of  the  state. 
Additionally,  SHINE  Coordinators  frequently  sponsor  community  educational  events  where  a 
panel  of  experts  discusses  health  care  issues  of  the  day.  Also,  SHINE  staff  attends  health  fairs 
and  participates  in  regional  health  care  conferences. 

Publications 

To  assist  Massachusetts'  Medicare  beneficiaries,  the  SHINE  Program  has  published 
A  Guide  to  Health  Insurance  CHOICES.  This  publication  gives  important  information 
on  what  a  Medicare  supplement  insurance  is,  what  a  Medicare  HMO  is  and  how  they 
differ  from  a  Medicare  supplement  insurance.  It  also  gives  information  on  Long  Term 
Care  Insurance  and  Medicaid.  This  is  a  valuable  tool  for  both  professionals  and 
consumers.  This  publication  is  available  through  all  Regional  SHINE  offices,  the 
Executive  Office  of  Elder  Affairs,  individual  counselors,  and  in  public  libraries 
throughout  the  state. 


•&* 


The  SHINE  Program  also  publishes  A  Massachusetts  Guide  to  Medicare  and 
Medicare  HMO  APPEALS.  This  publication  provides  step-by-step  information  on  the 
appeals  process.  The  booklet  is  available  through  the  Executive  Office  of  Elder  Affairs, 
the  Regional  SHINE  offices,  and  at  public  libraries  throughout  the  state. 

This  year  the  SHINE  Program  has  developed  a  quarterly  newsletter  titled  Your 
Medicare  Expert.  This  quarterly  newsletter  will  provide  information  on  elder  health 
insurance  issues.  It  will  be  sent  to  all  COA's,  ASAP's,  legislators,  disability  advocacy 
agencies,  and  media  outlets. 

This  year  SHINE  staff  conducted  400  educational  events  throughout  the  state.  4,042 
individuals  attended  these  events. 
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Case  Studies 

A  SHINE  counselor  received  a  phone  call  from  a  62-year  terminally  ill  gentleman. 
The  counselor  scheduled  an  appointment  for  the  next  day.  The  client  was  looking  for 
health  insurance  coverage  for  his  wife  age  61  and  some  assistance  with  prescriptions  for 
himself.  He  had  employer  insurance,  however  prescriptions  were  not  covered.  Due  to 
the  seriousness  of  his  illness,  he  incurred  $1500  a  month  in  prescription  costs.  His 
income  was  $2,000  a  month.  After  intake  and  screening,  it  appeared  that  this  client's 
eligibility  for  prescription  assistance  through  the  Indigent  Patient  Program  was 
questionable  due  to  eligibility  guidelines  set  forth  by  the  pharmaceutical  companies. 
However,  after  numerous  calls  by  the  counselor  on  the  client's  behalf  the  counselor 
learned  that  due  to  the  nature  of  the  illness  and  the  exorbitant  cost  of  the  medications,  the 
client  could  be  eligible.  The  savings  to  this  client  were  $18,000  per  year. 

A  71 -year-old  woman  came  to  see  a  SHINE  counselor  at  the  local  Council  on  Aging.  She  was 
very  concerned  that  U.S.  Healthcare,  her  Medicare  HMO,  was  leaving  the  state  of  Massachusetts. 
Because  of  U.S.  Healthcare's  affordable  premium,  and  her  low  income,  she  was  not  sure  she 
could  find  another  HMO  that  was  affordable.  Her  prescription  costs  of  $661  month  made 
prescription  coverage  a  priority.  After  completing  the  intake  form  it  appeared  that  the  client 
would  be  eligible  for  MassHealth.  The  counselor  assisted  the  client  in  the  application 
completion  and  the  application  was  mailed.  The  client's  eligibility  for  MassHealth,  not  only 
provided  her  with  complete  medical  and  prescription  coverage  at  no  cost,  but  also  saved  her  the 
cost  of  the  HMO  premium  which  resulted  in  a  total  savings  of  $9,834. 

Mary  is  82  years  old  and  her  husband  Bob  is  84.  Both  are  covered  by  a  Medicare 
HMO  Managed  Care  Plan.  Bob  had  several  serious  health  problems  and  was  frail.  Mary 
had  several  health  issues  for  which  she  was  treated  and  she  felt  that  they  were 
manageable.  Over  the  course  of  a  few  days  discomfort  in  her  abdomen  increased  to 
severe  distress.  She  called  her  primary  care  physician  and  was  told  to  call  91 1  to  get  to 
the  hospital.  She  had  an  appendicitis  and  was  rushed  to  surgery  just  in  time  to  remove  the 
appendix.  Mary  was  recovering  well  but  she  had  a  reaction  to  one  the  medications.  She 
wasn't  sleeping  well.  On  the  day  of  discharge  neither  Mary  nor  Bob  felt  she  was  ready  to 
come  home.  Her  home  health  care  was  going  to  be  limited.  Bob  called  the  SHINE 
Program  and  the  counselor  worked  with  the  physician  and  contacted  MassPro  for  a 
review.  Mary  would  be  able  to  continue  to  stay  at  the  hospital  at  no  charge  until  a 
decision  was  made.  Mary  was  able  to  stay  in  the  hospital  for  2  additional  days.  The 
counselor  also  suggested  calling  the  Medicare  Advocacy  Project  to  review  the  home 
health  benefits.  That  review  resulted  in  more  hours  per  day  and  more  visits  per  week. 
The  additional  few  days  allowed  Bob  to  call  family  and  friends  to  solicit  help.  Additional 
services  were  coordinated  including  Meals  on  Wheels  and  transportation  to  follow  up 
medical  appointments.  This  case  illustrates  the  vulnerability  of  the  individuals  we  serve. 
They  did  not  know  their  rights.  With  the  help  of  a  SHINE  Counselor  Mary  and  Bob 
received  the  services  that  they  needed. 
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The  Commonwealth  of  Massachusetts 
Serving  Health  Information  Needs  of  Elders  ("SHINE")  Program 

The  SHINE  Program  is  the  health  insurance  counseling  program  for  senior  citizens  an 
Medicare  beneficiaries  in  Massachusetts  administered  by  the  Executive  Office  of  Eldei 
Affairs.  Contact  your  Regional  SHINE  Program  Coordinator  to  discuss  your  health 
insurance  options  and/or  set  up  an  appointment  with  a  certified  SHINE  Counselor. 
SHINE  Counselors  can  help  you  understand  all  your  health  insurance  choices. 


1  Number      Regional  Program 

SHINE 
Coordinator 

Telephone 
Number 

i 

i 

!  Western  Mass: 

1  01            Berkshire  County  Program 

Martha  Seymour    800-957-3557 

02           Franklin  &  Hampshire  Counties 

Regional  Program              Kristen  Hershberger 

800-498-4232 

03           Hampden  County/ 
Springfield 

Gail  Noe 

800-307-4463 

1  Central  Mass: 

04           Worcester  County/ 

Central  Mass  AAA 

Kerri  Sandberg 

800-244-3032 

05            BayPath  /  Framingham 

Fran  Bakstran 

800-287-7284 

06           HESSCO/Foxboro 

Peggy  McDonough  800-462-5221 

Northeastern  Mass: 

07            North  Shore  Program  / 
Danvers 

Sara  Bronstein 

800-598-1122 

|  08           Minuteman  Home  Care/ 

Cambridge  &  Somerville 

Cynthia  Phillips 

781-272-7177 

09           Merrimack  Valley  Elder  Services 

Lawrence                                 Francesca  Yeltin 

800-892-0890 

Eastern  Mass: 

10           Mystic  Valley  Elder  Services 

Holly  Kisler 

781-324-7705 

11            West  Suburban/ Needham 

Kenneth  Levy- 

617-964-5009 

12            South  Shore  Area/Quincy 

Jane  Mudge 

617-376-1247 

13            City  of  Boston                   Community  Advocates 

617-635-3995 

Southeastern  Mass: 

14            Martha's  Vinevard 

Beth  Fletcher 

800-334-9999 

15            Plymouth  County/ 

Middleborough  COA 

Andrea  Priest 

800-231-1155 

16            Bristol  County/Attleboro 

Lisa  Sarkis 

800-987-2510 

17           Coastline  Elder  Services 

Carolyn  Avery 

508-999-6400 

18            Cape  Cod  Regional  Program 

Beth  Fletcher 

800-334-9999 
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SHINE  PROGRAM 
INDEX  OF  AREA  NUMBERS  AND  TOWNS 

(Find  the  city  you  live  in  and  its  area.  Then  look  up  the  Regional  SHINE  Program  from  the  list.) 


Area  #    Citv  /  Town 

Area#   Citv  /  Town 

Area  #    Citv  /  Town 

Area#    Citv  /  Town 

15 

Abington 

02 

Buckland 

18 

Eastham 

02 

Hawley 

08 

Acton 

08 

Burlington 

02 

Easthampton 

02 

Haydenville 

17 

Acushnet 

06 

Easton 

02 

Heath 

01 

Adams 

08 

Cambridge 

14 

Edgartown 

12 

Hingham 

03 

Agawam 

06 

Canton 

01 

Egremont 

01 

Hinsdale 

01 

Alford 

08 

Carlisle 

02 

Erving 

12 

Holbrook 

13 

Allston 

15 

Carver 

07 

Essex 

04 

Holden 

09 

Amesbury 

18 

Centerville 

10 

Everett 

05 

Holliston 

02 

Amherst 

02 

Charlemont 

• 

03 

Holyoke 

09 

Andover 

13 

Charlestown 

17 

Fairhaven 

04 

Hopedale 

08 

Arlington 

04 

Charlton 

16 

Fall  River 

05 

Hopkinton 

04 

Ashburnham 

18 

Chatham 

18 

Falmouth 

04 

Hubbardston 

04 

Ashby 

09 

Chelmsford 

04 

Fitchburg 

05 

Hudson 

02 

Ashfield 

10 

Chelsea 

02 

Florence 

12 

Hull 

05 

Ashland 

01 

Cheshire 

01 

Florida 

02 

Huntington 

02 

Athol 

03 

Chester 

06 

Foxboro 

18 

Hyannis 

16 

Attleboro 

02 

Chesterfield 

05 

Framingham 

13 

Hyde  Park 

04 

Auburn 

03 

Chicopee 

04 

Franklin 

06 

Avon 

14 

Chilmark 

16 

Freetown 

07 

Ipswich 

04 

Ayer 

01 

Clarksburg 

13 

Jamaica  Plain 

% 

04 

Clinton 

04 

Gardner 

15 

Kingston 

i8 

Barnstable 

12 

Cohasset 

14 

Gay  Head 

04 

Barre 

02 

Colrain 

09 

Georgetown 

15 

Lakeville 

01 

Becket 

08 

Concord 

02 

Gill 

04 

Lancaster 

08 

Bedford 

02 

Conway 

07 

Gloucester 

01 

Lanesborough 

02 

Belchertown 

02 

Cummington 

02 

Goshen 

09 

Lawrence 

04 

Bellingham 

17 

Gosnold 

01 

Lee 

11 

Belmont 

01 

Dalton 

04 

Grafton 

02 

Leeds 

16 

Berkley 

07 

Danvers 

02 

Granby 

04 

Leicester 

04 

Berlin 

17 

Dartmouth 

03 

Granville 

01 

Lenox 

02 

Bernardston 

11 

Dedham 

01 

Gr.  Barrington 

04 

Leominster 

07 

Beverly 

02 

Deerfield 

02 

Greenfield 

02 

Leverett 

09 

Billerica 

18 

Dennis 

04 

Groton 

11 

Lexington 

04 

Blackstone 

16 

Dighton 

09 

Groveland 

02 

Leyden 

03 

Blandford 

13 

Dorchester 

11 

Lincoln 

13 

Boston 

04 

Douglas 

02 

Hadley 

08 

Littleton 

18 

Bourne 

11 

Dover 

15 

Halifax 

03 

Longmeadow 

99 

Boxboro 

09 

Dracut 

07 

Hamilton 

09 

Lowell 

38 

Boxborough 

04 

Dudley 

03 

Hampden 

03 

Ludlow 

94 

Boylston 

09 

Dunstable 

01 

Hancock 

04 

Lunenburg 

12 

Braintree 

12 

Duxbury 

15 

Hanover 

07 

Lynn 

18 

Brewster 

15 

Hanson 

07 

Lynnfield 

15 

Bridgewater 

13 

East  Boston 

04 

Hardwick 

13 

Brighton 

15 

E.  Bridgewater 

08 

Harvard 

10 

Maiden 

15 

Brockton 

04 

E.  Brookfield 

18 

Harwich 

07 

Manchester 

94 

Brookfield 

03 

E.  Longmeadow 

02 

Hatfield 

16 

Mansfield 

.1 

Brookline 

15 

East  Wareham 

09 

Haverhill 

07 

Marblehead 

Area*    Citv  /  Town 

Area  i    Citv  /  Town 

Area*    Citv  /  Town 

Area#    Citv  /  Town 

17 

Marion 

02 

Northfield 

01 

Savoy 

11 

Waltham 

05 

Marlborough 

16 

Norton 

12 

Scituate 

02 

Ware 

12 

Marshfleld 

12 

Norwell 

16 

Seekonk 

15 

Wareham 

14 

Martha's  Viney. 

06 

Norwood 

06 

Sharon 

04 

Warren 

18 

Mashpee 

01 

Sheffield 

02 

Warwick 

13 

Mattapan 

14 

Oak  Bluffs 

02 

Shelburne 

01 

Washington 

17 

Mattapoisett 

04 

Oakham 

05 

Sherborn 

11 

Watertown 

08 

Maynard 

02 

Orange 

04 

Shirley 

05 

Wayland 

06 

Medfield 

18 

Orleans 

04 

Shrewsbury 

04 

Webster 

10 

Medford 

01 

Otis 

02 

Shutesbury 

05 

Wellesley 

04 

Medway 

04 

Oxford 

02 

South  Deerfleld 

18 

Wellfleet 

07 

Melrose 

16 

Somerset 

02 

Wendall 

04 

Mendon 

03 

Palmer 

08 

Somerville 

07 

Wenham 

09 

Merrimack 

04 

Paxton 

13 

South  Boston 

04 

West  Boylston 

09 

Methuen 

07 

Peabody 

12 

South  Braintree 

15 

W.  Bridgewater 

15 

Middleborough 

02 

Pelham 

17 

So.  Dartmouth 

04 

West  Brookfield 

02 

Middlefield 

15 

Pembroke 

02 

South  Hadley 

09 

West  Newbury 

07 

Middleton 

04 

Pepperell 

02 

Southampton 

13 

West  Roxbury 

04 

Milford 

01 

Peru 

05 

Southborough 

03 

W.  Springfield 

04 

Millbury 

02 

Petersham 

04 

Southbridge 

01 

W.  Stockbridge 

02 

Millers  Falls 

02 

Phillipston 

03 

South  wick 

14 

West  Tisbury 

04 

Milleville 

01 

Pittsfield 

04 

Spencer 

18 

West  Yarmouth 

06 

MiHis 

02 

Plainfield 

03 

Springfield 

05 

Westborough 

12 

Milton 

06 

Plain  ville 

04 

Sterling 

03 

Westfield 

02 

Monroe 

15 

Plymouth 

01 

Stockbridge 

09 

Westford 

03 

Monson 

18 

Pocasset 

10 

Stoneham 

02 

Westhampton   V 
Westminster     " 

02 

Montague 

18 

Provincetown 

06 

Stoughton 

04 

01 

Monterey 

08 

Stow 

11 

Weston 

03 

Montgomery 

12 

Quincy 

04 

Sturbridge 

16 

Westport 

01 

Mt.  Washington 

05 

Sudbury 

06 

Westwood 

12 

Randolph 

02 

Sunderland 

12 

Weymouth 

07 

Nahant 

16 

Rayham 

04 

Sutton 

02 

Whately 

18 

Nantucket 

07 

Reading 

07 

Swampscott 

04 

Whitinsville 

05 

Natick 

16 

Rehoboth 

16 

Swansea 

15 

Whitman 

11 

Needham 

10 

Revere 

03 

Wilbraham 

01 

New  Ashford 

01 

Richmond 

16 

Taunton 

02 

Williamsburg 

17 

New  Bedford 

17 

Rochester 

04 

Templeton 

01 

William  stown 

04 

New  Braintree 

15 

Rockland 

09 

Tewskbury 

08 

Wilmington 

01 

New  Marlborou. 

07 

Rockport 

14 

Tisbury 

04 

Winchendon 

02 

New  Salem 

13 

Roslindale 

03 

Tolland 

08 

Winchester 

09 

Newburyport 

02 

Rowe 

07 

Topsfield 

01 

Windsor 

11 

Newton 

09 

Rowley 

04 

Townsend 

10 

Winthrop 

01 

North  Adams 

13 

Roxbury 

18 

Truro 

08 

Woburn 

09 

North  Andover 

02 

Royalston 

02 

Turners  Falls 

04 

Worcester 

16 

North  Attleboro 

03 

Russell 

09 

Tyngsborough 

02 

Worthington 

04 

N.  Brookfield 

04 

Rutland 

01 

Tyringham 

06 

Wrentham 

18 

North  Chatham 

16 

North  Dighton 

07 

Salem 

04 

Upton 

18 

Yarmouth 

10 

North  Reading 

09 

Salisbury 

04 

Uxbridge 

02 

Northampton 

01 

Sandisfield 

• 

05 

Northborough 

18 

Sandwich 

07 

Wakeneld 

04 

Northbridge 

07 

Saugus 

06 

Walpole 
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